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Microcomputers have been among the fastest selling high-
tech devices sold during the last 15 years. These computers 
are used for everything from balancing a checkbook to 
analyzing complex mathematical formulas in industry. One of 
the most important features of computers is their ability to 
orocess huge amounts of data and ta perform r~petitive tasks 
very quickly. The wide variety of uses for computers makes 
them very promising additions to any training department. 
As pointed out by Harris (1983, p. 2), "When computers 
were first introduced into the educational environment, they 
had limited capacity and served one user at a time." Large 
mainframe computers capable of serving many users soon 
ientered the picture. and shortly thereafter microcomputers 
made their appearance. Today these machines are capable of 
. processing huge amounts of information quickly. 
Two of the most, significant ways in which computers 
can be used to help trainers are computer-aided instruction 
<CAI), and computer-managed instruction CCMI). In CAI. the 
computer is used as an interactive teaching device, whereas 
1 
CMI allows a trainer to· maintain accountability and 
information such as profile reports and performance records 
about his or her programs. 
Many factors should be considered when implementing a 
computer-based training program. Several of these factors 
include initial cost, management orientation, site 
preparation, and the size of the program to be started. 
These factors have impact on the individual who wishes to 
purchase his own computer for personal use. 
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The three most common sources of computer training are 
colleges and universities, on-the-Job training programs, and 
computer stores that.sell either hardware or software. 
There has been much research conducted in the area of 
computer training offered through on-the-job training 
programs and colleges, but little has been written 
concerning those individuals who market computers and 
provide training programs. With the rapid increase in sales· 
of personal computers, these computer 'supermarkets' may be 
~viable alternatives to the traditional approaches provided 
by on-the-job training and university programs. 
Marc Scharr, the manager of the Customer-Support 
Division of Computerland, sees training as an integral part 
of a personal computer sale. Scharr states nwe are the link 
between the technical side of the bu~iness and the end usern 
~2arley, 198~, p. 127). Some computer stores are organizing 
their training to suit the three main users of computers in 
businesses: exe6utives, support personnel and analysts. 
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This study will draw from the current literature to 
determine how mic~ocomputers are being used in a training 
environment. Computers have been found to be effective 
training tools when used in the academic classroom, in 
flight simulators, and for presenting material to be 
learned. A survey has been conducted of the computer stores 
located in the Oklahoma City metro area to determine what 
types of training they provide, and if this training is a 
true alternative for computer training provided through 
colleges or on-the-job programs. 
Statement of the Problem 
Persons who have purchased, or plan to purchase, 
microcomputers lack data concerning computer training that 
may be available from computer vendors. 
Purpose 
The purpose of this study is to determine both the 
•content areas in which vendors of microcomputers in the 
Oklahoma City metropolitan area are providing training for 
the individuals ~nd companies who are purchasing 
microcomputers from them, and the instructional methods with 
·which these vendors conduct their training. 
Research Questions 
1. What are the demographic characteristics of vendors 
of microcomputers in the Oklahoma City metropolitan; area? 
2. What are the content areas of training provided by 
vendors of microcomputers in the Oklahoma City metropolitan 
area? 
3. What are the instructional methods of training 
provided by vendors of microcomputers in the Oklahoma City 
metropolitan area? 
Limitations 
The limitations of this study include: 
' 
1. The scope of this study was limited to the Oklahoma 
City metropolitan area. 
2. The population was limited to the vendors of 
microcomputers listed in the May, 1985 edition of the 
Southwestern Bell Yellow Pages, Greater Oklahoma City 
edition. 
r 3. The terms microcomputer, personal computer, 
business system and mainframe are not mutually exclusive. 
Dealers participating in this study could respond with any 
combination of these terms when asked what types of computer 
hardware they sell. 
Assumptions 
1. Statistical information presented in this study 
will be representative of metropolitan areas similar to 
Oklahoma City in population density and socio-economic 
distribution. 
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2. For purposes of this study, it will be assumed 
that the literature that is found will be representative of 
the prevailing attitudes of those providing training to use 
computers, or those who are using computers in training. 
Definitions of Terms 
Computer-assisted instruction CCAI) - Instruction 
~r training which uses computers to present information to 
students or trainees. 
Computer-managed instruction CCMI) - The use of 
computers to manage records and information concerning a 
training program. 
Hardware - The physical devices which make up a 
computer system. Hardware can include the computer itself, 
external storage devices, printers and display screens. 
Microcomputers or Personal computers - Computers 
that are designed to be used primarily by one individual at 
a time. These tefms are interchangeable for purposes of 
this study. 
Software - The programs that are used on a 
computer. 
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Organization of the Study 
Chapter I introduces the study by presenting the 
problem, the purpose of the study, research questions to be 
answered, limitations of the study, assumptions and 
definitions of terms. Chapter II contains a review of 
literature concerning past, current and projected trends in 
the area of computers and training. Chapter III reports the 
procedures used in this study, including the selection of 
subjects, data gathering instrument, and collection of the 
data. Chapter IU presents the findings of the study while 
Chapter U contains the summary, conclusions, and 
recommendations for further research. 
CHAPTER II 
REUIEW OF LITERATURE 
The literature related to this study was reviewed in 
the following three areas: Cl) Comouter Uendors, C2) 
Training Provided on Computer Usage, and C3) Computers in 
the Training Environment. In the literature reviewed. the 
author was unable to find information that related directly 
to the problem a~ stated in Chapter I. but was able to find · 
·literature in the areas listed above. 
I 
Since computers have been introduced on the work scene, 
the pace of their operations has greatly increased. With 
the changes in technology. a need to train and re-train 
employees at all levels has been seen. It is possible for 
these machines that are speeding up production to also speed 
up the training process CDuc Quy and Covington, 1982). 
Experts generally agree that it is tougher for adults 
to learn how to use cdmputers than it is for children. This 
situation exists because many adults feel that their 
i 
failures in learning technical material in the past will 
·hamper their learning to use a comouter CStrehlo, 1983). 
Adults who are trying to learn how to use a computer may try 
to learn on their own, while younger people tend to sign up 
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for professional help before starting. Whether one is 
trying to learn how to program a computer on their own or 
run a purchased application program, the skills needed are 
basically the same. Both imply a need for the learner to 
become familiar with certain tools or keywords. 
In the area of education, computers are also opening 
new doors. It has been estimated there were over 50,000 
microcomputers in American schools in 198~, and around 15 
percent of personal computer sales were made in the 
education market CAshbrook,198~). The National Science 
Foundation CNSF) estimates that there will be one million 
computers in schools by the end of the 1985 school year 
(Gleason, 1981). Since primary and secondary schools are 
the springboard of training for industry, what will the 
future hold for those students who are not introduced to · 
computers at an early age? 
Computer Uendors 
According to TA~MIS C1983) there were approximately 
185,000 companies in the Unit~d States who had at least 
fifty employees each. Fifty employees could be considered 
the minimum company size in which formal training programs 
exist. TALMIS estimates that approximately ~2%~ or 78,000 
of these businesses had trained some of their employees to 
use a computer:- by 1983 .. The average spending on computer:-
8 
~raining per:- cour:-se for:- 'these companies was around $~0,000, 
or about $500 per trainee. 
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A study conducted by Hall-Sheehy C1985) of 21 Houston 
area companies concluded that microcomputer training is a 
neglected field. Of the 21 companies surveyed, 10 offered 
no computer training, three sent people out for training, 
four provided only disk-tutorial training and the remaining 
four provided instructor-led training for their employees on 
computer operation. One problem noted with computer-buyers 
is that they expect computers to arrive ready to use and do 
whatever they want. It takes the average person about 12 
hours to learn how to use a common spreadsheet program Ca 
computerized work sheet), assuming he does not give up 
trying first. Managers who choose to use computers need to 
be aware of what their employees can do with a computer and 
what types of information a computer can provide. However, 
they should not need to know how to generate the information 
they want. The same can be said for company executives -
they should only know what type of information the comput~rs 
at their employees disposal can provide. 
Assuming that an employee can learn how to perform 
simple tasks on a computer in several days time, managers 
often incorrectly guess that a person can become proficient 
in the same amount of time. The new computer user needs to 
be shown what a software package can do and how to remedy 
any problems he may encounter (Callaghan, 1985). How to use 
a computer can be learned in various ways, ranging from the 
disk-tutorials to instructor led instruction. Callaghan 
feels that there are two types of computer students: those 
10 
who are self-motivated and those who are computerphobic 
Cunsure or scared of computers). In his article, Callaghan 
states that a self-motivated learner will be able to learn 
using disk-tutorials and the manuals provided with the 
software, while a computerphobic person will learn best in 
an instructor-led program with time provided for hands-on 
work. Since the training programs offered by many 
commercial training institutes cost around $200 a day per 
· employee, these programs may be out of the question 
monetarily for some organizations. However, microcomputer 
vendors often offer introductory courses at little or no 
cost to a new computer purchaser. These vendors can tailor 
training programs to focus on the particular needs of the 
user and may be able to employ cost-cutting techniques such 
as using "canned" programs made available by bomputer 
manufacturers that are not available to training 
departments. Callaghan C1985, p. 27) summarizes by stating 
that "solid human resource planning can determine the best 
I 
•pproaches to microcomputer training." 
The number of computer vendors in the United States has 
been steadily increasing since personal computers hit the 
mar~etplace. A study con.ducted in 1983 by Future 
Computing's Retail Market Group ~hawed that their were 2,500 
computer specialty stores in the U.S., up from 1,800 the 
previous year Clsaac~on, 1983). At that time, it was 
projected that there ~ould.be 6,500 stores by the end of 
1988. These computer stores are st~tistically composed of 
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five categories: Campany-awned chains CB.3 percent), 
Manufacturer~awned chains C2~.5 percent), Franchise chains 
C21.9 percent), Multilacatian independents C20.2 percent) 
and Single-location independents C25.1 percent). 
Currently in .the United States, there is a glut cf 
microcomputers in the marketplace. Dealers not only have ta 
lower prices in order ta sell their products, they have to 
offer support Csuch as training) after the sale CWise, 
1985.) Several companies have gotten cut cf the price-
sensitive home and education markets ta compete in the 
rapidly expanding business market. Businesses are willing 
ta pay extra far the service and support they need to 
operate their computer systems. 
Training Provided an 
Computer Usage 
Since the intraducti~n cf computers in education, the 
requests for introductory courses in computers have become 
( 
more frequent CD'Ora~io, 1983). These introductory courses 
~re being offered in elem~ntary schools, high schools, 
colleges, and universities. With computers being introduced 
to small children as early as elementary school, many 
parents are seeking information an computers in an effort to 
comprehend their children's new knowledge. Mare and more 
Jabs are being madif ied ta introduce computers into the 
· ~arkstatians. Secretaries ~nd office workers, ~nd even 
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professionals such as doctors and lawyers, are being flooded 
with information concerning time-saving computers, and many 
professions now require that applicants for new job 
positions have some form of professional training on 
According to Palko and Hata C1982,-p. 70), new 
technology and the addition of computers in industry are 
. creating a need for technical personnel with "skill sets not 
envisioned ten years ago." Traditional four year college 
programs have centered on producing computer educated 
students in the science and engineering fields, while 
community colleges have offered classes in the areas of 
computer operation, high level languages, and business or 
science applications programming. This trend toward 
teaching software comprehension in colleges has produced 
many programming specialists to fill entry level positions 
in software, while the hardware entry level positions are 
:b~ing filled by individuals with experience in the military 
l . 
o~ the electronics industry. Stemming from the needs of 
industry, community colleges have begun to offer studies in 
the understanding of hardware. Community colleges are 
_b~tter able to ~dapt their curriculum to the needs of 
industry than are four year institutions and these two year 
· institutions now have hardware and software programs which 
coexist on the s~me campus.· 
J 
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One benefit of using micLocomputeLs in colleges and 
·training departments is networking, that is interconnecting 
microcomputers eitheL through telephone lines CL cables 
allowing them to "talk" to other microcomputeLs or 
mainfLames. As pointed out by HaLLis C1983, p. 6), 
networking computers allows users at remote sites to become 
part of the "institutional system while reducing the 
dependence on large mainframe systems." Advantages of 
netwoLking micLocomputeLs include low initial cost, 
centralized data storage and unlimited expansions. 
Computers in the TLaining 
Environment 
ComputeL instLuction can provide many benefits to a 
training program. Among these benefits are immediate 
~esponse feedback, active learner participation, vaLiance-of 
rate of instruction and the adaptability of a part or all of 
the t~ainin~ task to meet a specific need. One of the 
biggest advantages of CAI is that an instructor can utilize 
his time moLe productively once a trainee has started a 
computer instruction program CEstrine, 1975). 
Educational courseware development is still in its 
infancy. · Co~puters have only been available for general use 
foL the last 15 years~ and only recently have they made 
i 
their way i~to training departments. Ayers C1980, p. 8), 
:writing on the learner and the computer; stated that 
"computers can 
l'i 
go beyond their past focus on elementary learning and can 
branch out to include the more complex computer modes of 
simulation, inquiry, and dialogue." 
There are two types of training a computer can provide: 
passive and interactive. Passive systems simply provide the 
information through words, pictures or diagrams and give the 
learner no control over the system. Interactive systems 
allow the learner to participate in the training situation 
by receiving information and then using the information 
learned. Smith (1983, p. 3'i) states that the crucial factor 
in an interactive program is flexibility. The program must. 
"anticipate the needs of trainees, and meet those needs in a 
variety of ways that also satisfy the requirements of the 
organization sponsoring the program." An interactive 
program, when properly designed, will determine the 
competency level of the learner and provide information on 
an appropriate level fpr the situation at hand. This is 
done through branching techniques which allow the.training 
\ 
s~~sion to unfold in front of the learner based on the 
information the learner is able to feedback correctly. ·This· 
,_.,; 
interactive learning style, when properly implemented, 
~losely resembles having a tutor or trainer at hand during 
the training session. 
There are many applications for computer simulation in 
'training. One example is the life-saving cafdio-pulminary 
~~~sucitation CCPR) classes.offered b~ the American Heart 
Assqciation~ Due Quy and Covington (1982) cite this typ~ of 
: ·~ 
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use of computers as a prime example of the effectiveness of 
computer based simulation. By wiring a mannequin to a 
computer through sensors implanted in its skin, the learner 
could effectively determine whether the proper force was 
being applied to the •patient.' Normal training time to 
learn CPR had been at least four hours and required an 
· instructor to teach the class prior ta the implementation of 
the computer provided simulation. Once the computer was 
.introduced into the setting, the training time dropped to 20 
minutes. 
When discussing the traditional drill and practice 
method employed by many trainers, the computer is a natural 
for imparting new knowledge. A drill and practice session 
has been developed for Mountain Bell to train their 
employees on the proper techniques of installing new 
telephones. When used as part of the usual 20 hour training 
given to installers, the computer trained installers who are 
'better than their counterparts receiving only the 
~-
.traditional training CDuc Quy and Covington, 1982). 
Bostock and Seifert C1980) point out that while 
traditional college-1,vel co~rses in computers are booming, 
many adult education classes are finding innovative uses for 
6omputers as training •ids in the classroom~ Unfortunately, 
commercial software that has been purchased by learning 
in~titutions has not always lived up· to the e~pectations of 
educators, thus requiring teachers to create new software 
. . 
packages .to aid them in their quest for the perfect teaching 
16 
aid. The versatility of computers has allowed them to be 
used successfully in areas where large samples of data are 
analyzed as well as where a single problem needs solving. 
This includes the areas of social sciences where 
microcomputers can be used to aid the students' 
understanding of the practices and concepts (such as supply 
and demand in economics). When properly programmed, a 
computer can also act as a tutor and a programmed game-
player, both examples of the innovations introduced in 
education. 
One use for computers in training is the management of 
training programs. Computer Managed Instruction CCM!) 
allows the trainer to track a learner through the training 
program and can provide up to date information at the push 
of a few buttons. These CM! programs can also provide 
services such as performance reports, grouping functions, 
database management, and test scoring. Mcisaac and Baker 
(1981) state that in the past, CMI systems were implemented 
on large-scale computers through time-sharing and remote job 
entry (allowing the computer to work on information 
processing when it had free spots in its memory as well as 
ti~e to process the information). With the advent of 
microcomputers, the trai~er has been provided autonomous 
control over the automated system. Some of the benefits 
derived from a CMI program on a microcomputer are~ (1) low 
cost, (2) user control, C3) access and Cq) convenience. 
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Quarmby C198~) feels that when designing a computer 
training curriculum, a balance must be maintained between 
lecturing and practical exercises. Since people can usually 
only absorb new information in small doses, a verbal 
training session should be followed by a practical exercise 
to reinforce the material that has been orally presented. 
If one is considering the purchase of a pre-packaged 
software system, top management should involve the training 
department at the earliest point possible. The training 
department will be a valuable interface between the software 
vendor and those who will use the programs while training. 
Quarmby also points out that the training department should 
seek advice from the software vendor or other professionals 
who have experience with computers in order to achieve a 
well developed program. 
When considering a computer based training program, the 
HRD manager must determine whether such a program will be 
cost effective and whether it will provide the results 
desired. Both pre- and post- evaluations should be 
conducted on new computer training programs to determine if 
-th~y are properly designed to meet the needs of the user 
CMcEwing and Roth, 1985). Once a manager has decided that 
computers meet the above criteria, he needs to convince top 
management that this new training program is desirable and 
meets the company's standards by using normal implementation 
techniques. It should be pointed out that once the program 
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has been implemented, a goal-free approach evaluation should 
be conducted to ensure it is not producing undesirable side 
effects in training. 
Zemke (1983) presents a five-step method for convincing 
top management to implement a computer based training 
program. Before attempting to sell management on computer 
training, Zemke stresses that one needs to determine from 
the start if management is pro- or anti-computer. It may 
not be worth the effort to attempt to sell management on the 
idea of computers in training if their minds are already 
made up. First in 2emke's steps is a literature search to 
set up a baseline for the computer training idea. Next, 
one should bring the ideas gathered in the literature search 
back to his company and determine how others' ideas can best 
be used by him. A thorough outline of the course is then 
prepared on which to model the training program. After the 
outline has been prepared, a quantitative analysis should be 
conducted to determine cost and placement of the program. 
fri~ally, the ideas gathered are presented tci management for 
approval. The infor~ation that is gathered from the study 
:needs to be analyzedin the prbp1!3r light. 
.. 
Just because a 
trainer feels that computers are the ctirrect approach to 
training does not mean that this is the only way to enhance 
employee education. 
~hen considering computer training systemsl,a manager 
should look to the future. The fifth generat~on of 
computers, that is, computers th~t can infer and be able to 
19 
simulate human thought, are right around the corner in· 
development (Gladwin, 198~). These Intelligent Computer 
Assisted Instruction CICAI) systems of hardware and software 
will .be able to provide a natural language- interface and a 
model to derive the trainee's skills and knowledge base, and 
wqrk with these two bases to provide realistic training. 
These ICAI systems are still under development, but once 
they arrive on the training scene, "it will change the ways 
we look at thinking, learning and training (Gladwin, 198~, . 
p. 22)". 
Summary 
This chapter has dealt with a review of the literature 
concerning the broad topic of computers and training. 
According to TALMIS Cl983), of those companies training 
· employees on the use of computers in 1983, the average 
company was spending around $500 per employee for training. 
Hall-Sheehy (1985), in a study conducted in the Houston area 
't 
during 1985, concluded that mibrocomputer training is a 
neglected field. 
,. 
Callaghan Cl985), points out that vendors of' 
microcomputer~ may be able to ·provide training to their 
~lients at a fraction of the cost charged by commercial 
training institutes. Uendors can also provide custom 
training packages while employing cost-cutting in~tructional 
techniques. On the top~c or.computer vendor-s, Wise C1885) 
states that due to the lar-ge number of microcompu~ers being 
20 
sold, many computer vendors are having to offer enhanced 
support after the sale of a computer system to stay 
competitive within the computer market. 
Introductory courses on computers are being offered in . 
elementary schools, high schools, colleges and universities 
CD'Orazio, 1983). Because children are becoming more 
familiar with computers, many parents are seeking 
information on computers to keep up with their children's 
new knowledge. 
Smith (1983) writes that their are two types of 
training a computer can provide: passive and interactive. 
Pa~sive systems simply provide the information through words 
o~ pictures, while ~nteractive systems all the learner to 
participate in the training situation. 
Zemke (1983), and McEwing and Roth (1985), discuss the 
implementation of computer training programs. They agree 
that management must be convinced that a computer training 





The purpose of this study was to determine the content 
areas in which vendors of microcomputers in the Oklahoma 
City metropolitan area are providing training, and the 
instructional methods with which these vendors conduct their: 
training. The study was conducted from January to February, 
1986. This chapter specifies the methodology used, and 
i~cludes a description of the population and sample used, 
qevelopment of the data-gathering instrument, collection of 
the data, and the' data 
analysis. 
Population and Sample 
The population of this study consisted of computer 
vendor~ listed in the May, 19BS edition of of the 
Southwestern Bell Telephone Directory Yellow Pages, Greater 
Oklahoma edition, under the listing of "Computers-Dealers". 
The total number of busine$ses surveyed was large enough to 
·employ large •ample, statistical analysis method~ Csample 
I,. . 





listed in the diLectoLy. Twenty of the telephone numbeLs 
had been disconnected, possibly indicating that the Lapidly. 
changing field of computeLs also affects the stability of 
miCLOCOmputeL dealeLS. 
Development of the Data-GatheLing 
InstLument 
A telephone inteLview was employed in this study to 
·' 
gatheL data, and an instLument was developed to document 
computeL dealeLs' Lespcnses LegaLding the types cf computeL 
tLaining they provide for their customers. In determining 
the data gatherin~ technique, the Lesearcher considered btith 
surveys and interviews. Due to time constraints and costs, 
it was deteLmined that the telephone inteLview was the best 
instrument to employ in this study. The inteLview is more 
flexible in allowing the respondent to provide infoLmati~n 
that the LesearcheL can use as feedback to tailcL fcllc~-on 
questions. 
Zemke and KLamlinger C198~) give several advantages for 
using the telephone inteLview rather than a personal 
interview. First, between 80 to 90 percent cf those called 
will agree to be interviewed. Second, people tend to be 
more candid over the telephone than they are face-to-face. 
The telephone interview also extends the benefit cf 
attention and privacy while giving a sense of immediacy to 
the respondent.· 
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Disadvantages of the telephone interview are relatively 
minor. First, they are usually shorter than alternate types 
of interviews. Telephone interviews also will not allow a 
respondent to demonstrate any aspects of their answer. 
Comparing the advantages to the disadvantages, the author of 
this study decided that a telephone interview was the proper 
data gathering technique. 
The data-gathering instrument was designed by the 
researcher. The instrument was presented for review to five 
individuals with computer science degrees who use computers 
on the job, and who also own microcomputers. It was then 
presented to an individual who offered computer training 
through her place of business in Tulsa, Oklahoma, for 
feedback. Comments from these six individuals were used to 
update the instrument. 
The instrument was then pretested on five computer 
dealers selected randomly from the Tulsa phone directory. 
This pre-test was u~ed to update the instrument so that 
1 answers to the questions presented could be easily 
documented in a standardized format. Finally a pilot test 
wa~ conducted over a two day peri6d with an audience of ten 
computer dealers selected randomly from the Tulsa phone 
directory. The responses concerning the format and style of 
the instrument from the ten dealers were all favorable. 
This draft of the instrument then served as the final 
instrument. 
Analysis of Data 
The data were analyzed by comparing percentages. The 
surveys were tabulated and divided into four demographic 
groups: company owned chains, manufacturer owned chains, · 
franchises and independents. The tLaining pLovided by these 
four groups was then compared to that provided by the total 
of all four groups. The data were tabulated by entering 
,them into a Commodore 6~ computer running the spreadsheet 
program MULTIPLAN. 
The interviews with dealers who sold microcomputers 
were also tabulated using MU~TIPLAN, and the data were 
analyzed. The data from microcomputer dealers surveyed were 
then compared by perc~ntage of responses to each question. 
CHAPTER IV 
PRESENTATION OF FINDINGS 
In this section the results of the interview 
administered to computer dealers in the Oklahoma City area 
are presented in detail. This chapter is broken down into 
nine sections. The sections are presented in the following 
order: Cl) response rate, (2) computer dealer 
demographics, (3) training provided, (~) format of 
training, CS) program offerings and frequency of 
occurrence, C6) instruction level, cost for services and 
locations, (7) instructors and students, (8) advertisement 
pf services, and (9) dealers' concerns for the future. 
Response Rate 
An attempt was made to contact 76 computer dealers by 
telephone. The researcher was unable to contact 20 of the 
dealers listed in the yellow pages because their telephones 
had been disconnected. Of the remaining 56 possible 
respondents, two would not talk to the author due to 
company restrictions placed on them. A total of 5~ 
interviews were completed for a response rate of 96.~ 
percent (Table!). This response rate of participants 
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was considered sufficient and adequate. Those dealers 
whose phones were no longer working will not be considers~.· 
in this study. 
TABLE I 
COMPOSITION OF ALL COMPUTER 
DEALERS SURUEYED 
Company Owned Chains 






















Computer Dealer Demographics 
All dealers interviewed were asked to place their 
business into one of four areas: company owned chains,· 
manufacturer owned chains,. franchises, .• or independents. Of 
the S'i respondent•j' three CS.6 perceht) were considered to 
pe ~ranchises, three CS.6 percent) were bOn~idered 
manufacturer owned bhains, six Cll.1 percent)· were company 
27 
owned chains and the remaining ~2 businesses C77.7 percent) 
were independents CTable I). The average age of the 
businesses was determined to be 8.7 years. The 5~ business 
employed a total sales force of 287 salespeople for an 
average of 5.3 at each location. 
All dealers were asked to indicate which of three 
types of computers they sold: personal or micro-computers, 
business systems, or mainframes. The most common response 
was personal or microcomputers with ~9 {90.7 percent) 
dealers selling this type. Next were business systems, 
with ~8 C88.9 percent) positive responses, and the least 
sold system were mainframes with nine dealers C16.7 
percent) responding affirmatively. Although exact figures 
were not generated, the author noted that the most common 
type of computer sold was the International Business 
Machine Personal Computer CIBM PC), or a "clone" system 
which is said to be compatible with this computer. 
Training Provided 
Each of the dealers was asked if he provided training 
to his customers. Of the ~2 independents interviewed, only 
28 C66.7 percent) provided training to their clients, which 
was the lowest training rate for the four groups. The 
remaining three groups, franchises, manufacturer owned 
chains, and company owned chains, although smaller in 
sample size, in.dicated that they all (100 percent) provided 
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some type of training to their clients CTable II). The 1~ 
dealers who did not provide training were asked to indicate 
if they normally recommended someone who would offer 
training to their customers. Only four of these 1~ dealers 
C29 percent) did recommend a secondary training source. 
TABLE II 
DEALERS PROUIDING TRAINING 




Company Owned Chains 6 



















Thereywere ~9 dealers who indicated that they sold 
microcomputers when interviewed. Of' these ~9 microcomputer 
dealers, ~q CBl.6 percent) provided some f'o~m of training 
to their· clients. Unless stated otherwise, all numbers 
' . 
presented from this paint on in this chapter will be 
dete~mined from the average of' the total responses of 
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dealeLS selling micLocomputeLs. When asked if they 
pLovided tLaining for softwaLe packages 37 C75.5 peLcent) 
Lesponded yes; when asked if they pLovided tLaining in the 
aLea of business packages, 39 C79.6 percent) responded yes. 
UeLy few dealeLs CB yes Lesponses, lS.3 peLcent) offeLed 
tLaining on computer languages CL programming techniques. 
Twenty-one C~2.9 percent) of those micLocomputer dealers 
interviewed indicated that they provided an introduction to 
computer class, and the same number indicated that tney 
offered training covering computer hardware CTable Ill). 
Twenty-six Lespondents C53.1 percent) offeLed to customize 
a training program for either individuals or companies. 
Format of TLaining 
The micLocomputeL dealeLs inteLviewed were also asked 
what teaching foLmats OL techniques they used to tLain 
their clients. Forty C81.6 peLcent) of the microcomputer 
dealeLS offeLing tLaining employed hands-on techniques, 
iWhile 37 C75.5 peLcent) and 35 C71.~ percent) used 
demonstration by an instructor and instructor led 
discussions respectively. Seventeen C3~.7 percent) of the 
microcomputer dealers used a computer pLovided tutorial 
technique, and 30 C61.2 percent) indicated they used some 
form of written manual or tutorial CTable JU). One dealer 
did not offer tLaining in his store, but did offer computer 
training programs for independent study that could be 
purchased from his company. Twenty-four C~8.9 percent) of 
the dealers employed self-generated books or materials in 
their training programs. 
TABLE III 





























Twenty-two dealers CY:Y:.9 percent) offered. on a normal 
basis, the students a chance to critique the training after 
the program was complete. Only lY: C28.6 percent) of the 
dealers used a written critique that they could provide to 
their students. 
TABLE IU 
FORMAT OF TRAINING USED BY 
MICROCOMPUTER DEALERS 
Hands on 
Demonstration by instructor 



















Program Offerings and Frequency of Occurrence 
The microcomputer dealers were asked to provide data 
concerning the average frequency of course offerings, the 
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times of day classes were offered, the average class size, 
and the average number of students trained per month. 
Seventeen dealers C3~.6 percent) indicated that they 
provided classes as needed, eight Cl6.3 percent) offered 
their classes one to three times per month, eight C16.3 
. percent) offered classes from four to nine times, and six 
C12.2 percent) offered classes ten or more times per month. 
Forty C81.6 percen~) microcomputer dealers dealers 
indicated they offe~ed training during the morning hours, 
37 C75.5 percent) offered them in the afternoon, and seven 
C~~.3 percent) offe~ed them at night. The most frequently 
described class size contained one to five students C27 ~es 
responses, 55.1 percent), followed by six to ten students 
C6 yes responsesi 12.2 percent), individualized instruct~on 
(5 yes responses, 10.2 percent), ~nd ten or more students 
C3 yes responses, 6.1 percent). Eighteen C36.7 p~rcent) 
·.dealers trained between one. and ten people per month, 13 
C26.5 percent) train~d 11 to 30 people each month, and nine 
Ct's.~ percent) trairie'd 31 or more people each month. 
Instruction Level, Cost for 
Services, and Locations 
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The microcomputer dealers were asked to provide 
information concerning the level of instruction of their 
programs. Their responses were as follows: 37 C75.S 
percent) offered beginning level, 30 C61.2 percent) offered 
intermediate level, 11 C22.~ percent) offered advanced 
level and 1~ C28.6 percent) offered refresher level 
training CTable U). 
Seven dealers Cl~.3 percent) offered free training 
when computer systems or software were p~rchased from them. 
The average student cost for training was $36.23 for each 
hour of instruction. Thirty dealers C61.2 percent) 
provided books or materials with their training programs. 
Twenty-eight CS7.1 percent) of the businesses surveyed 
offered classes at their location, while 32 C65.3 percent) 
offered to train at the client's site. 
Instructors and Students 
Thirty-eight C77.6 percent) of those interviewed used 
their employees as trainers while 12 C2~.5 percent) used 
contractors as either their sole source or to enhance their 
training programs. Eleven businesses C22i~ percent) used 
programmers as trai~ers, 19 C38.8 percent} used individuals 
with teaching experience of some form, and nine ClB.~ 
percent) used members of their sales force. 
TABLE U 









Beginning 37 75.S 
Intermediate 30 61.2 
Advanced 11 22.'± 
Ref res her 11± 28.6 
Dealers not providing training 9 18.'± 
In describing their trainers' qualifications, 29 
businesses CS9.2 percent) indicated their trainers had some 
type of college degree. Thirty-five (71.'± percent) of the 
businesses.provided some type of upgrade training to their 
instructors. The dealers providing training employed a 
total training staff of 113 individuals, or an average of 
2.3 for each business. Of these employee trainers, 100 
CBB.S percent of the training force) were full time 
employees. 
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The microcomputer dealers providing training were then 
asked to describe the average computer student based on age. 
end sex. All dealers ClOO percent) indicated that the 
average age per student was between 20 and ~5 years. 
Twenty-one (52.5 percent) indicated that most of their 
clients were female, four ClO.O percent) said most were 
male, and 15 (37~5 percent) indicated they trained equal 
numbers of males and females. 
Advertisement of Services 
All microcomputer dealers stated that they relied 
partially on word-of-mouth advertisement for training 
services. Five (12.5 percent) indicated they advertised in 
magazines, and two cs.a percent) said they had placed 
television ads in the past. Other sources of advertisemerit 
included radio, direct mailings, and door-to-door salesmen. 
It should be noted that all of the dealers surveyed 
advertised to some extent in the yellow pages of the 
. 1Dklahoma City telephone directory. 
Dealers' Concerns for the Future 
i .. ~ •. 
The final question requested each of the dealers to 
i~entify the biggest:challenge to the dompany's continuing 
in computer training over the next five years. The 
responses were broad and varied. ·'Foremost on the dealers' 
minds was keeping up with technolo~y 
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affecting computers. Almost every day, trainers must cope 
with a barrage of new software and hardware being marketed. 
They must also cope with the volatile nature of the 
emerging computer industry. Manufacturers, computer 
systems, and software engineering firms that are here one 
day may be gone the next. 
Even though all dealers basically agreed that "keeping 
up" with the computer technology is, and will continue to 
be, their biggest challenge, they expressed conflicting 
views on other topics. For instance, when discussing 
follow-up with customers after training had been completed, 
several dealers felt that the training courses they 
p~ovided ended their obligation to their customer, while 
other dealers wanted to make sure their clients continued 
to be well informed. 
One dealer expr~ssed the desire to get his firm out of 
the small dollar training programs and expand into larger 
training packages. Complementing this expression, another 
1 dealer indicated that customers are becoming more familiar 
with the idea of us~ng computers, and wanted more complex 
and powerful systems. 
Concerning computer literacy, one dealer indicated 
that several "computer warehouses'' were not providing 
sufficient training for their students. This lack of 
proper training in turn led to computer users who were 
computerphobic or afraid of their systems. He indicated 
that many of his customers simply needed to be put at ease 
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with a simple introduction to computer systems. By keeping 
ahead of computer discounters in the area of training, he 
felt his share of the market would expand greatly because 
of the training he offered. In contrast, another dealer 
~tated that many software packages were becoming user-
friendly, and could eventually eliminate the need for 
computer training altogether. 
Summary of Findings 
An attempt was made to contact 76 Oklahoma City 
computer dealers of which 20 had either moved, had their 
phones ~isconnected, or gone out of business. Of the S~ 
dealers who would di~cuss aspects of their business with 
) : 
th~ author, ~O C70.1 percent) provided some form of 
tr~ining to their clierits~ 
In the review of literature 1 figuI"es compiled in 1S83 
were pI"esented which represented a nationwide composition 
of .computer dealers. At that time, 8.3 percent were 
'6ompany-owned chains, 2~.S percent were manufacturer-own~d 
:chains, 21.9 peI"cent were franchises and ~5.3 percent were 
independents Csingle and multilocation combined)·, In the .. 
Oklahoma City area, 'currently, it was found t.hat 5. 6 
I 1· • 
µercent are franchises or manufacturer-owned chains, 11.1 
percent are company-owned chains, and 77.7 percent aI"e 
independents. Due to the small sample size of this study, 
:: no significant statements can be made about possi~le. 
changes in computer d•aler composition since~1983. 
. ~· . . .· 
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All of the dealers who considered themselves company 
owned chains, manufacturer owned chains, or franchises 
provided training to their customers. Only 28 C66.7 
percent) of the ~2 independents surveyed offered training 
of some form. 
f. 
Of the microcomputer dealers providing training, all 
' of them offered training on the uses of existing programs. 
Thirty-seven C75.S percent) offered training on software 
packages, and 39 C79.6 percent) offered training on what 
are commonly considered business packages. Only eight 
C16.3 percent) of the microcomputer dealers provided 
training on programming languages or techniques. Twenty-
one C~O.O percent) ~ealers provided an introductory class 
Qn computers, or offered training on computer hardware. 
Forty C81.6 percent) of tbe ~9 microcomputer dealers 
employed a hands on technique when instructing students. 
Most used demonstration by the· instructor C75.S percent) or 
instructor led discussion C71.~ percent) when training 
students. Written manuals were used by 61.2 percent of the 




SUMMARY, CONCLUSIONS, AND RECOMMENDATIONS 
The content of this chapter is divided into three 
seqtions. The first section presents a summary of the 
study. The second section contains conclusions drawn from 
the study, and the third section contains recommendations 
for further research and study. 
Summary 
There were three research questions in the study: 
Cl) What are the demographic characteristics of 
vendors of microcomputers in the Oklahoma City area? 
C2) What are the content areas of training provided by 
vendors of microcomputers in the Oklahoma City area? 
(3) What are the instructional methods of training 
provided by vendors of microcomputers in the Oklahoma City 
metropolitan area? ·· 
This study consisted of a telephone interview with 
computer dealers in the Oklahoma City area: and this 
portion was developed to answer the specific research 
questions, one through three, as listed in Chapter I; 
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LJ:O 
The survey of literature consisted of an examination 
of the prevailing thoughts and ideas of educators and 
trainers that have recently been published. It examined 
how computers are being used in the field of education, and 
how training departments of businesses are using computers 
on.the job. The literature review also examined the uses 
of computers in training, and how simulation and 
interactive training programs are developed and used. 
Along these same lines, information was presented on the 
presentation of materials and testing of skills learned. 
Fi~ally, a brief discussion on the composition of computer 
vendors was presented. 
The subjects of: the study were computer dealers listed 
in the May 1985 edition of the Southwestern Bell Oklaho~a 
City Yellow Pages Telephone Directory, Greater Oklahoma 
City edition. An attempt was made to contact 76 of these. 
dealers to conduct the telephone interview with them. 
Fifty-six of the dealers were able to be contacted, the 
remaining twenty had either changed their telephone 
numbers, moved, or gone out of business. When the results 
of the interview were in, the data were compiled ~s 
presented in Chapt~r '.IU of this study. 
As pointed oui ~Y TALMIS C1983)( in 1983 the average 
company was spending around $500 per employee.for computer 
~~aining. Small computer vendors may be an alternate 
· .. ··. 
~1 
source of training rather than the traditional on-the-job 
training programs set up by businesses (Callaghan, 1985). 
Uendors can often provide training to clients at reduced 
rates, and since they are familiar with many different 
software systems, can often tailor training programs to 
meet the requirements of customers. 
Introductory courses on computers are being offered 
throughout the entire education spectrum. Many parents are 
seeking training on computers to keep up with their 
children's expanding knowledge. Computers are being 
employed as teaching aids in many educational settings. 
In the Oklahoma City metropolitan area, microcomputer 
vendors are providing a large number of training programs . 
on software and business packages. They are also offering 
introductions to computing and providing training on 
computer languages. Most of these microcomputer dealers 
employ hands on teaching techniques, while also using 
demonstration by instructors, computer tutorials, and 
written manuals. The majority of the training offered by 
these dealers is either on the beginning or intermediate 
level, but they do offer refresher and advanced qourses. 
Conclusions 
Conclusions of this research are as follows: 
1. All levels of computer training in education are 
booming. Computers are being used in the classroom to 
teach a wide variety of topics; 
2. On-the-Job computer training could be a neglected 
field. Although computers are great time saving devices, 
someone must be trained properly on how to use a computer 
for derivation of maximum benefits. 
3. A trainer should conduct a thorough needs analysis 
before any computer training program is started. 
~. Computers can be effective training devices when 
.properly integrated into a curriculum. 
5. A large percentage of computer dealers in the 
Oklahoma City area provide training to their clients. The 
training provided by these dealers would normally span the 
the average computer user's needs in the areas of software 
and/or business packages. However, there are very few 
dealers providing training on computer hardware, or 
programming languages. 
6. Only 7 of the ~9 microcomputer dealers interviewed 
offered training during the evening hours. This 
inflexibil~ty to offet training at nights may cause the 
,personal computer user some problems when seeking training. 
7. Only slightly above half of those interviewed 
actively used critiques to modify existing classes. If 
more dealers provided critiques, more effective training 
could result. 
8. Uery few dealers are using the mass media to 
inform potential .customers of their program offerings. 
'±3 
Recommendations 
The following recommendations could be implemented by 
computer dealers: 
1. Of'f'er computer training classes during the evening 
when more private users could attend. 
2. Create training programs in the areas of' 
programming languages and hardware utilization to better 
prepare the user. 
3~ U~e mass media (newspaper, radio, television) in 
an attempt to draw a larger clientele. 
'±. Conduct a training workshop where dealers could 
discuss ideas on future training programs. 
5. More efficient use of contractor provided training 
could be developed if several dealers pooled their clients 
·and had a single contracf~r to provide the training. This 
... 
~ould also lead to more effective use of the trainers 
already employed by ~he dealers. 
The following recommendations are made for further 
study: 
. ~··: .. 
1. Conduct a needs assessment Qf trainees before they 
·are introduced to a computer trairiing program in the 
Oklahoma City area. 
2. Conduct a study of the trainees after training has 
been provided by a co~puter deal~~ to s~e if he is in fact 
meeting the needs of his cilients. 
. ) 
3. Conduct broad-based and representative sampling 
concerning computer dealer provided training throughout all 
of Oklahoma, or the United States. 
~. Conduct a study of the content of training 
provided by vendors of microcomputers versus the 
instructional format employed. 
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Company name . ...........................•.................... 
Telephone number . ......................... . 
Contact . ... · ............................... . 
CCIRCLE responses where appropriate. Document answers to 
open-ended questions in space provided.) 










2 What brands do you sell? ................................ . 
8 • • • I • I • • 8 I • • I • • • • • • • • I I • • a • • e • • • e • I • • I I • I • • • • • I I I •· e • • • • I • Ii 
3 Do you offer any computer training classes to your 
customers? YES NO 
·~ If you don't offer training, do you recommend someone to 
your customers? YES NO 
CGET INFORMATION ON DEMOGRAPHICS) 
. 5. Do you offer cla~s.;~s on uses of existing progrC3,_ms? 
YES NO 
6 Do you offer classes on software packages? 
YES NO 
Which ones? . ..................... · ................... . 
• • • • • • • • • • • • • • • • • • • 8 • • • • • ·• 8 • • • a· 8 I • • .• • I • e •. • • • • • • • 8 I • • • • e • • • 
~9 
so 
7 Do you offer classes on business packages? 
YES NO 
Which ones? . ........................................ . 
I e • I • • I e I e • • • • • • I I I • 8 a I e I I • • I e • • I I • I I • I e • I I • I I e I • e • I I • • a • I 
8 Do you offer classes on programming techniques or teach 
programming languages? YES NO 
9 Do you offer classes _on introduction to computing? 
YES NO 
10 Do you offer hardware related training? 
YES NO 
11 When your classes are taught, which of the following 
instructional methods are used? 
Hands-on YES 
Demonstration by instructor YES 
Computer tutorials 
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12 How often do yo~. offer your classes? 
As needed 
1-3 times a month 
~-9 times a month 
10 or more times a month 








More than 10 
15 How many people do you train per month? 
1-10 
11-30 
31 or more 
1e Do you offer tailpr made training for either of the 
fi;:illowing? 
Individuals YES NO 
Companies YES NO 






18 What are the co~ts for ybur services per hour? ......... . 
19 Do you provided boo~s? YES NO 
20 Do you provide materials? YES NO 
21 Do you offer su~port after the training at no cost? 
YES ND 
22 Are your programs conducted at: 







Other- .......... ~ ..................................... . 
23 Who are your instructors? .............................. . 
2~ Ho~ do th•y become instructors? ....................... ~. 
I I I I I I I I I I I I I I I I I I I I .. a I I I I I I I ' I I I I I I I I I I I I I I I I I I. "I I I I I I I I I I ii 
25 What are their qualifications? ......................... . 
26 Do instructors get upgrade training? YES NO 
27 Do students critique your training? YES NO 
28 Do you use a standard critique? YES ND 
29 Do you use the cr~tique to modify the classes? 
YES ND 
,30 Do you of fer compLJters at reduced rates to schools or .. 
universities? YES ND 
, . :rt Oo school instructors get reduced training rates? 
YES ND 
32 Can you describe the average student? 
Age . ................... ·, ..... ··~ .. • ...................... . 
Sex . ...................... ·, .......................... . 
53 
33 Do you advertise your services by word of mouth? 
YES ND 
31.f Do you advertise your- services in magazines? 
YES ND 
35 Do you advertise your services on television? 
YES ND 
36 Do you advertise your services by some other means, and 
if so what is it? YES ND 
• • • I I I I I I I I I :, I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I • I I I I_ 
DEMOGRAPHICS 
38 How long has your- company been in operation? ........... . 
39 Is your company considered a:Company Owned Chain 
Manufacturer Owned Chain 
Franchise 
Independent 
LfO How large is your sales staff? ......................... . 
,~1 How large is your- training staff? ...................... . 
Lf2 How many full-time employees are on your training 
staff? I I •••• I I I ••• I .', ... :, ..• 
Lf3 Over the next five years, what do you see as the biggest 
challenge for computer dealers who also provide training? .. 
I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I I 
I I I I I I I I I I I I I I I II I I I I I I I I I I I I I I I I I I I I I I I I ~· I I I I I I I I I I I I I I I I I I 
APPENDIX B 
PANEL OF EXPERTS 
~ .' . · .. 
S'i . 
SS 
PANEL OF EXPERTS 
' 
Eric L. Bainter, AWACS Geographically Separated 
Location Liason Officer 
Michael Bowen, AWACS Machine Interface Section Chief 
James B~shnell, AWACS Executive Program Analyst 
Diana Cqmnery, Access Computer store Owner 
Sandy Emrich, AWACS Program Management Specialist 
Janice Johnson, AWACS Database Section Chief 
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